Evaluating the effect of a patient education brochure on patients’ expectations and satisfaction with emergency department service by Hsieh, Mei-hsia
HSIEH, Mei-hsia 
RN, BAppSc (NursSc) UC, MN (Critical Care) QUT 
 
Thesis Title: 
Evaluating the effect of a patient education brochure on patients’ expectations and 
satisfaction with Emergency Department service 
 
Supervisors: 
Professor Helen Edwards (Principal) 
Dr Fiona Coyer (Associate) 
 
Citation: 
This research examined the effect of a patient education brochure on patient satisfaction 
during an Emergency Department (ED) visit.  The purpose of the patient education 
brochure was to educate and adjust patients’ expectations in relation to four dimensions 
of ED services: the triage nurse, waiting time, care from doctors and nurses, and 
information giving.  The research applied the expectation disconfirmation paradigm 
examining the relationship between expectations and satisfaction.  Two studies were 
conducted.  Study One established baseline data from ED patients and nurses to develop 
the patient education brochure.  Study Two used a comparison group design to 
investigate the effect of the brochure with 150 patients in both the control and 
intervention groups.  The first study confirmed written material could usefully reinforce 
verbal communication in ED settings.  Study Two revealed no significant effects of the 
intervention in relation to satisfaction levels.  However, results did confirm a significant 
relationship between expectation and satisfaction levels as per the expectation 
disconfirmation paradigm.  Further, the dimensions of quality of care, waiting time, and 
staff interactions were significant influences on patient satisfaction.  These findings are 
important to how services are provided to patients in ED services. 
 
